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TODAY’S ROADMAP 

 Looking more closely at crisis 

management  -  

 Understanding what you’re 

dealing with   

 What crisis preparation entails 

 The golden rules of crisis 

management 

 In conclusion – some interesting 

insights 
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46% of companies do 

not have a crisis plan ! 







LOOKING MORE 

CLOSELY AT CRISIS 

MANAGEMENT 
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 UNDERSTAND WHAT YOU ARE DEALING WITH 

 

 An emergency 

 An issue  

 A crisis 
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AN EMERGENCY 

 
• Serious, unexpected event 

• Has fixed boundaries 

• Limited duration 

• Involves a limited number of experts 

• Well established procedures for managing it 

• Clearly defined roles and responsibilities 
 

 

PERCEIVED TO BE MANAGEABLE WITHIN 

NORMAL BUSINESS PROCEDURES 
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AN ISSUE 
 

 

• Potential threat which can build up over time 

• Could come from any part of the business or 

from an external source 

• Should be monitored as part of normal 

business operations 

• If left unmanaged, it could become a crisis 
 

 

PERCEIVED TO BE MANAGEABLE WITHIN 

NORMAL BUSINESS PROCEDURES 
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A CRISIS 

 
• A situation that poses an immediate threat  

• To people, the environment, property, 

reputation, bottom-line, licence to operate 

• Severely disrupts normal business operations 

• Damages trust of stakeholders 
 

 

NOT PERCEIVED TO BE MANAGEABLE 

WITHOUT DEDICATED FOCUS 
 



 

 All organisations are vulnerable 

 The first casualty of a crisis is perspective 

 Crises are more likely to start as  

    issues that are not addressed  

    effectively 

 Delays in responding mean others 

    will control your agenda 

 During a crisis, the ‘real’ crisis is  

    what the outside world sees and  

    hears 
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THINGS TO CONSIDER …  
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 Surprise 

 Insufficient information 

 Escalating flow of events 

 Panic 

 Intense scrutiny from the outside world 

 Loss of control 

 Isolation 

 Siege mentality 
 

THE CHARACTERISTICS OF A CRISIS  



WHAT CRISIS PREPARATION ENTAILS 
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 Identifying risks and planning mitigating actions 

 

 Developing a crisis manual that defines crisis 
management structures, policies, mobilisation and 
escalation procedures and includes an up-to-date Crisis 
Contact Directory 

 

 Defining the structure of your Crisis Management Team 
and refining roles and responsibilities 

 

 Rehearsing the Crisis Management Team to test its 
functionality and ensure understanding of roles and 
responsibilities 
 



THE CRISIS MANAGEMENT TEAM 
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 A crisis can both damage and enhance 
 reputation … 

           Risk          Opportunity 



THE GOLDEN RULES  

OF CRISIS MANAGEMENT 
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1 FOCUS ON PREVENTION 
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 Identifying risks and planning mitigating actions 

 Ensuring that the business is run responsibly  

    and safely  

 Undertaking regular and robust risk assessment  

    and mitigation 

 Proactively engage with stakeholders and respond 

appropriately to their feedback 

 Identify issues at an early stage, manage them proactively, 
recognise when an issue could become a crisis and take 
action to prevent escalation 

 Seize the initiative and take the necessary decisive action to 
influence external perceptions  

 



2 BE PREPARED 
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 Develop a  crisis management manual which clearly 

articulates the crisis management team structure, crisis 

management processes, team roles and responsibilities 

 Ensure it includes an up to date crisis contact directory 

 Identify crisis risks and develop strategies to manage them 

 Ensure the crisis management team is rehearsed at least 

annually 

  

 



3 KEEP CALM 
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 You will not be in control initially, so focus  

   on what needs to be done   

 Gather as much information as possible 

 Identify what is fact & make decisions based on the facts 

you have 

 Events will unfold quickly and may escalate rapidly 

 Prioritise 

 Face the challenges calmly 

 Keep a clear head to establish what is right for your function, 

business and the organisation 



4 ACT QUICKLY 
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 Gather the facts quickly 

 Take control of the situation 

 Communicate with stakeholders quickly;  if you don’t others 

will do this on your behalf 

 Your first holding statement should go out within the hour 
 

 





5 PROTECT YOUR #1 ASSET 
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 There is a natural 

tendency to react to 

everything. You do not 

need to  

 

 Start by minimising 

harm to people 
 

 



6 DO AND SAY THE RIGHT THINGS 
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 Be PROACTIVE and communicate quickly – say something 

at once from the top 
 Gather the facts quickly 

 Prepare a holding statement 

 Demonstrate the 3C’s  -   

                

CONCERN, CONTROL & COMMITMENT 
 

 Shock turns to anger if companies don’t say the right things 

… And anger causes lasting damage 

 



ADHERE TO THE 10 PRINCIPLES OF 

COMMUNICATION  

1. Tell the truth, be credible and don’t speculate 

2. Keep it simple and clear 

3. Repetition is not redundant 

4. Know your message 

5. Keep target audiences in focus 

6. Be aware of verbal and non-verbal communication 

7. Understand the media 

8. Visualize the interview/article in the context in which it 

is likely to appear 

9. Be responsive and aware (monitor) 

10. Rehearse 
 



WHEN THINGS GO WRONG – AirAsia Flight 8501 



WHEN THINGS GO WRONG – AirAsia Flight 8501 



IS NOT AN OPTION! 



7 WORK AS A TEAM 
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 Remember the concept of ENTERPRISE FIRST behaviour 

 Think and behave in ways that benefit the company or 

organisation 

 There is no I in TEAM 

 Each crisis team member has a role and specific 

responsibilities 

 



8 LET THE TEAM LEADER LEAD 
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 The chair of the crisis management team is responsible for 

decision making 

 And keep in mind – a crisis team is NOT a democracy 

 



9 ENVISAGE THE CRISIS PATH 
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Devise a strategy and plan for managing the crisis outcome  
 



10 TAKE TIME OUT 
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 A crisis moves at speed 

 One of your most important 
tasks is to take control 

 The ‘Time Out’  (the CMT 
meeting) is one of the first 
steps you can take to begin to 
take control 

 The Time Out is when the 
CMT actively stops seeking 
information in order to 
process the information 
supplied to date, review it and 
make decisions based on it 

 
 



11 MONITOR YOUR ENVIRONMENT & KEEP   

     COMMUNICATING 
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 The most successful Crisis 

Management Teams are 

those that ensure constant 

two way communication – 

internally and externally 

 Take charge 

 Provide regular updates after 

the first holding statement 

 Monitor your environment to 

see how the crisis is being 

reported 
 

 



12  CHECK AND DOUBLE CHECK 
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• The only questions you can answer are the ones you have 

confirmed facts for 

• The key here is CONFIRMED facts. If you are in any doubt 

about the integrity of the information you have been given, 

get it checked 

• Never compromise accuracy for speed   

• If you don’t know the answer, say so, and do everything you 

can to get it 

 



13   HAVE A CLEAR DESTINATION BUT … 
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BUT BE PREPARED TO BE FLEXIBLE 
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The strategy should not change but the plan might have to  
 



14   UNDERSTAND THE TACTICAL TO STRATEGIC 

       CONTINUUM 
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SOME INTERESTING 

INSIGHTS 

  Burson-Marsteller’s 2011 Crisis Preparedness survey 
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• 59% of business decision makers have experienced a crisis 

in their current company 

• 79% of business decision makers believe they are only 12 
months away from a potential crisis 

• 50% say the crisis will be the result of controversial 
company developments 

• 46% of companies do not have a crisis plan 

• Indifference and cost are the key barriers to developing a 
plan 

• In the last 5 years, 47% of companies have increased 
internal resources for responding to a crisis; 46% have 
stayed the same;  6% have decreased their internal crisis 
response capability 
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WHICH TYPE OF 

COMPANY ARE YOU? 
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THANK YOU! 

 For further information on Burson-Marsteller Africa’s training 

 services, please contact Robyn de Villiers 

 

 

 Telephone:  +27 11 480 8555 

 Email:  robyn.devilliers@bm-africa.com 

Copyright:   This document remains the property of Burson-Marsteller  

              (Pty) Ltd.  It may not be reproduced, nor its contents used, by any unauthorised persons. 


